Abstract
INTRODUCTION
The people of Bangladesh are now dreaming of a digital Bangladesh. Faster development of telecommunications network coupled with improved quality of service in line with the national development is a must for the fulfillment of the vision and aspiration of digital Bangladesh and also to take her to a position of honor in the community of nations in the 21 st century. Mobile phone operators have been playing an important role in this regard. The telecommunications market in Bangladesh, particularly the mobile phone sector, is consisted of six mobile phone operators. These are Grameen Phone Ltd. (GP), Axiata (Bangladesh) Limited (Aktel), Orascom Telecom Bangladesh Limited (Banglalink), PBTL (Citycell), Teletalk Bangladesh Ltd. (Teletalk), and Warid Telecom International L.L.C (Warid). Among the mobile phone operators, Norwegian Grameen phone, which started its journey in 1997 in Bangladesh, is the leader having the highest market share of 44.36%. Citycell, the first mobile phone operator in Bangladesh, has been defeated (in terms of market share) by Grameen phone due to the Grameen's welltimed and effective business strategy. Banglalink is competing in the market as the second largest operator, though it started (in 1999) later than some other operators.
Among the mobile phone operators in Bangladesh, Teletalk is the only domestic and state-owned operator which was incorporated on December 26, 2004 as a public limited company under the Companies Act, 1994 with an authorized capital of Tk.2000 core. On the same day the Company obtained Certificate of Commencement of Business 2 . Teletalk Bangladesh limited was established with a view to achieving some objectives such as (1) to provide mobile telephone service to the people from the public sector, (2) to ensure fair competition between public and private sectors and thereby to safeguard public interest, (3) to meet a portion of unmitigated high demand of mobile telephone, and (4) to create a new source of revenue for the government. But still, Teletalk is the country's smallest operator having only 2.04 percent market share. Inspiring high hopes, it started operating in 2005, but failed to compete with the five other operators due to poor quality of services and inappropriate marketing strategy 3 .
OBJECTIVE OF THE STUDY
The reasons behind establishing Teletalk were to ensure fair competition between public and private sectors and thereby to safeguard public interest and to create a new source of revenue for the government. The Mission of Teletalk is to innovate and constantly find new ways to enhance the services to its customer's current needs and desires for the future. The vision of Teletalk is to know its customers and meet their needs better than any one else 4 . But the present Teletalk is far away from all of its objectives, mission, and vision. Therefore, the main objective of this study is to analyze the strengths, weaknesses, opportunities, and threats (SWOT) of the state-owned mobile phone operator Teletalk and to offer some suggestions that may become helpful in making it a healthy competitor among the mobile phone operators in Bangladesh. Some other related objectives are:
-to analyze the current scenario of mobile telephony service in Bangladesh and -to analyze the customers' possession and attitude towards Teletalk
LITERATURE REVIEW
Making a losing concern into a profitable one or a weak one into a strong one is not an easy task. It is difficult because it requires proper implementation of a number of strategic decisions. SWOT analysis facilitates policy makers widening the eyes and choosing the effective strategies. A SWOT analysis is a process to identify where you are strong and vulnerable --where you should defend and attack. The result of the process is a 'plan of action', or 'action plan'. Sizing up a firm's resource strengths and weaknesses and its external opportunities and threats, commonly known as SWOT analysis, provides a good overview of whether a firm's business position is fundamentally healthy or unhealthy (Aurther & Strickland, 2004) . SWOT analysis is more than an exercise of making four lists. The really valuable part of SWOT analysis is determining what story the four lists tell about the company's situation and thinking about what actions are needed. Understanding the story involves evaluating the strengths, weaknesses, opportunities, and threats and drawing conclusions about (1) how the company's strategy can be matched to both its resource capabilities and its market opportunities, and (2) how urgent it is for the company to correct which particular resource weaknesses and guard against which particulars external threats (Duncan Jack & et al., 1998) .
The first step of the actual implementation of the balanced scorecard is to clarify the company vision and strategy. By first implementing the SWOT analysis, to develop a set of strategies that makes sense, will serve as a stepping stone towards the actual implementation of the balanced scorecard (Kaplan & Norton, 1996) . The overall evaluation of a company's strengths, weaknesses, opportunities, and threats is called SWOT analysis. Once the company has performed a SWOT analysis it can proceed to develop specific goal for the planning period (Kotler, 2003) .
SWOT is often used as part of a strategic planning process. It is a planning tool used to understand the Strengths, Weaknesses, Opportunities, and Threats involved in a project or in a business. It involves specifying the objective of the business or project and identifying the internal and external factors that are favorable or unfavorable in achieving that objective (Menon & et al., 1999) . As part of the development of strategies and plans to enable the organization to achieve its objectives, the organization will use a systematic/rigorous process known as corporate planning. SWOT alongside PEST (political, economic, social, and technological factors) can be used as a basis for the analysis of business and environmental factors (Armstrong, 2006) . SWOT is used to look for gaps and matches between competences and resources and the business environment (Wheelan & Hunger, 1998 ). Yet, according to Hill and Westbrook SWOT may harm performance (Hill & Westbrook., 1997) .
The SWOT matrix clearly identifies the critical success factors that can be implemented into the identification of the different aspects toward the balanced scorecard (Lee & Andrew, 2000) .
METHODOLOGY
In order to identify and analyze the current conditions, particularly the strengths, weaknesses, opportunities, and threats of the state-owned mobile phone operator Teletalk and to make some suggestions, both primary and secondary data have been used. Secondary data have been collected from the company annual reports, daily news papers, and the web sites of the operators as well as Bangladesh Telecommunication Regulatory Board (BTRC). To collect primary data, a semistructured questionnaire having 15 questions was prepared and 450 mobile phone users were randomly selected and interviewed to know the external factors such as the customers' possession, preference in using mobile phone operator, and attitude towards Teletalk. After scrutinizing, 400 questionnaires were selected as sample size. Then, using the statistical software, SPSS, the survey results have been analyzed and categorized as strengths, weaknesses, opportunities, and threats of Teletalk. Percentile, mean, variance, standard deviation and some other statistical tools have been used in the analysis. Finally, combining the elements (SWOT) the researcher has made some recommendations for the development of the state-owned and weakest Teletalk. Later that year Pacific Motors bought 50% of BTL. By 1996 HBTL was renamed as Pacific Bangladesh Telecom Limited (PBTL) and launched the brand name "Citycell Digital" to market its cellular products. Citycell provides its services using the CDMA technology. The current market leader GP started its journey in 1997 using the GSM technology as the second mobile phone operator. In the same year Aktel also started operation in Bangladesh. Banglalink, Teletalk, and Warid Being aware of the above model, the strengths, weaknesses, opportunities and threats of Teletalk are presented as follows:
Strengths of Teletalk
Strengths are positive tangible and intangible attributes, internal to an organization. Although Teletalk is an underdog among the mobile phone operators in Bangladesh, the following strengths have been found in it from the research:
 The most important strength of Teletalk is that the company is fully domestic and government-owned whereas all other operators, except for GP of which 38% 6 share is owned by domestic Grameen Telecom, are fully owned by foreigners. About 87.80% (Table-4 Table-7 ) of the respondents own Teletalk SIM and use it as first choice, second choice or part-time basis (some of these are also unused). But 51.75% (which is 44.30% of total users, (  It has been found that those who know about the ownership of Teletalk, being motivated by patriotism, are the major users of Teletalk. Among the respondents, 48.30% (Table-5 ) know accurately about the domestic and government ownership of Teletalk whereas 37.3% only know that it is domestic, which is also a strength of Teletalk.
 The rate which is applied in T&T call from Teletalk is lower as compared to any other operator in Bangladesh. The call rate applicable within the same operator and with other operator is also reasonable.
Weaknesses of Teletalk
Weaknesses are factors that are within an organization's control and that detract from its ability to attain the desired goal. Our research has revealed a number of weaknesses of Teletalk Bangladesh Limited which are shown below:
 The great weakness of Teletalk is that the company's network coverage is very poor as compared to that of others. According to the company website, Teletalk has established network in 64 Districts, 402 Upazilas, and most of the highways, but its availability and quality is very poor as compared to GP and Banglalink. 86.20% (Table-10  Our research has found that only 2.06% (Table- 2) of total users use Teletalk as their first choice which is 63.8%, 13.3%, and 10.5% in case of GP, Banglalink, and Warid respectively. Therefore, the cash inflows, net income and balance sheet condition of Teletalk are very poor.
 GP, Banglalink and some other operators entered the market earlier than Teletalk, and captured majority of the solvent customers (those who spend large amount daily). Teletalk does not enjoy this early-entry benefit. When the respondents were asked about the reason of not using Teletalk, 50.8 % ( Table-7 ) of the respondents replied that they have already bought other SIMs and are reluctant to change them now.
 The promotional activities of Teletalk are very poor and ineffective in marketing its brand which is very high in the case of non-domestic operators such as GP and Banglalink. For this reason the users (present and prospective) are not well conversant with the products and services of Teletalk. When the respondents were asked about the promotional activities of Teletalk, 45.3% ( Table-9 ) commented that they are very poor, 34% commented as rare and ineffective, 3.8% commented as sufficient, and 17% didn't comment at all.
 Around 4.5 million customers now enjoy internet services, of which 90% are connected through the mobile phone operators' wireless modems 7 . The internet penetration rate in the country widened to 4 percent from a mere 0.4 percent three years ago (BTRC Website). Teletalk has also internet facilities which are known by only 13% (  Talented, dynamic, and devoted employees are very essential for a company's growth. But Teletalk is unable to attract and retain talented employees due to their unattractive payment structure as compared to others.
 In most of the cases Teletalk does not give any previous message of interruption in service. Even after a severe interruption in telephone service, they do not apologise to customers (e.g. the two-day long interruption from January 30 to 31 of 2010). Sometimes Teletalk does some unnecessary work which is annoying instead of adding any value, such as, it gives three messages after recharging the account, where only one message is enough.
Opportunities of Teletalk
We shift our focus to external factors when we look at opportunities. Here we try to identify areas of business we think the company is looking to enter, or should be looking to enter. We also look for opportunities to gain market share from competitors. The opportunities of Teletalk are described below:
 About 14% of the respondents think that financial weakness is one of the reasons for the backwardness of Teletalk. Share market is one of the important sources of long-term financing. And it can be utilized to collect necessary fund by issuing shares or bond.
 It has been found that those who know about the ownership of Teletalk are the main users of it. Teletalk is a fully domestic and state owned company, but only 48.3% respondents know this and 12.3% respondents are not yet sure about the ownership of Teletalk. If Teletalk can convey their native and government ownership to users, the use of its SIM will increase.
 It has been found that the mean of SIM a user own, is 2.14 (  Establishing towers requires large investment. BTTB has telephone network and towers in almost every Thaana in Bangladesh. Adding some equipment to this facility Teletalk can economically expand its network coverage which is a costly job for any other operators. This is a great opportunity for Teletalk.
 The Bangladesh Government allows Sonali Bank Limited for different government payments which are a source of earning for the bank. Likewise, the government can permit only Teletalk for different government bills payment such as gas bill, electricity bill, job application, admission test etc., which will obviously enhance its use.
 The use of internet modem or SIM is growing very fast. About 25% of the internet users use net with their mobile phone or through internet modem with PCs and most of the users are students. Therefore, Teletalk can concentrate on selling internet modem or Internet SIM.
 Offering a very cheap rate like T&T call rate Teletalk can provide its SIM with handset to government employees and make it mandatory to use. It will enhance the use of Teletalk.
Threats Faced by Teletalk
Threats are external factors, beyond an organization's control, which could place the organization mission or operation at risk. The entrance of new competitors, slow market growth, increased bargaining power of key buyers or suppliers, technological changes, and new or revised regulations could appear as threats to a firm's success. Therefore, it is important to do a good threat analysis. Some possible threats faced Teletalk are:
 The financial strengths, network coverage, and promotional activities with which GP, Banglalink and other operators are running their activities are remarkable and many times better than Teletalk. This is a major threat for Teletalk if it wants to attract new customers.
 GP, the strongest operator in Bangladesh, has already collected TK 450 crore from the country's share market. Some other operators (e.g. Banglalink) are also trying to do this. If they (GP, Banglalink, etc.) use all this money for their network expansion and technological development the small operators like Teletalk will then be out of market.  Indian telecom giant Airtel has bought the majority ownership of another competitor Warid which has alread won the mind of young people due to its attractive call rates, internet facilities and other services. It is hoped that the change in ownership will strengthen the performance of Warid. If it is so, it will shorten the market share of Teletalk.  The market share of the competitors of Teletalk is very high. Therefore, their cash inflows, profits, and financial strengths are very strong as compared to Teletalk. Due to the financial strength it would be easier for the strong operators to adopt new technology and services which will attract the customers' attention. Therefore the market share of Teletalk may be hampered.  Another competitor Aktel has made an agreement with GP to use each other's network facilities. This will facilitate GP and Aktel to expand their network coverage and ultimately it will increase the number of customers and their satisfaction. Since Teletalk hasn't made any such deal it will create large gap between Teletalk and others in terms of network.
CONCLUSION AND RECOMMENDATIONS
The wizardry of SWOT is the matching of specific internal and external factors, which creates a strategic matrix and which makes sense. According to Weihrich (1982) , possible combinations are: maxi-maxi (strengths/opportunities), maxi-mini (strengths/threats), mini-maxi (weaknesses/opportunities), and mini-mini (weaknesses/threats). Maxi-maxi (S/O) combination suggests that an organization should strive to maximize its strengths to capitalize on new opportunities. Maximini (S/T) combination suggests that an organization should strive to use its strengths to minimize threats. Mini-maxi (W/O) combination emphasizes to conquer the organization's weaknesses by making the most of any new opportunities. Minimini (W/T) combination suggests adopting, most definitely, defensive strategy to minimize an organization's internal weaknesses and avoid external threats. Considering the above combination rules our recommendations toward Teletalk are as follows:
 The company's network capacity is the poorest among the operators.
Therefore, the Company must take immediate actions so as to expand its network coverage. To expand the network capacity Teletalk can use the towers of other operators through negotiation like (Aktel and GP) where Teletalk's network is not available. The following recommendations will be fruitful only if this recommendation is implemented without delay.
 The image value of Teletalk is very poor. That is why, the possibility of people's buying Teletalk SIM is also poor. Besides most of the users who have two or more SIMs, are not willing to buy any more. Therefore, the company should apply direct selling policy from door to door and at different university/college campuses and offices to sell their SIM.
 To foster the promotional activities, it can gift SIM with handset to Media personalities and freedom fighters and their oral commitments about the use of domestic and government owned mobile phone can be advertised in TV and newspapers. This will also help increase the number of subscribers.
 Wireless internet service by mobile phone operators has become a craze among the youth, especially university and college going students. Mobile phone operators including all other internet service providers (ISPs) take this facilities from Bangladesh Submarine Cable Company Ltd (BSCCL), another state owned company. Taking some special facilities from BSCCL Teletalk can market its internet facility (including internet modem).
 Many public sector companies are performing better than previous after enlisting themselves in the stock exchange. Teletalk can enlist itself in the stock exchange by issuing shares or bond. This will provide Teletalk the required fund for expansion and quality service. This may enhance the performance of the company as well.
 The telecom regulator has announced that it will issue 3G (3 rd Generation) technology license as early as possible. 3G is a technology that includes capabilities and features such as enhanced multimedia (voice, data, video, and remote control) , usability on all popular modes (cellular telephone, email, paging, fax, videoconferencing and Web browsing) and broad bandwidth and high speed. TeleTalk have a plan to adopt 3G (3rd generation) technology. Before giving license to all other operators this license should be given to Teletalk first as a test case which will facilitate the use of Teletalk among the users.
 To cater the young generation, the most vulnerable group of customers, Teletalk should offer and advertise a youth based and economic mobile to mobile connectivity like GP's Djuice, Banglalink's Desh, etc.
 This is a government owned company. Therefore, the government can help its growth by imposing some restrictions on competitors and relaxing some rules for Teletalk. As for example, DESA Load shedding push-pull service is a unique service provided only by Teletalk. If there are any more opportunities of government organizations available, they should be restricted only to Teletalk.
 The regulator, BTRC, must enforce a level playing field for the sake of fair competition and existence in the long run. It is because big operators in the market enjoy advantages for their size and potential anti-competitive nature.
 A large number of the leading organizations in our country provide corporate SIM to their employees and make it mandatory to use. Teletalk can go for a contract with the Government. of Bangladesh to provide SIM at a reduced call rate to government employees in the areas where the network of Teletalk is available. This will ultimately increase the number of users.
 Though Teletalk is a Public Limited Company, there are some bureaucratic problems in implementing the policy decisions. It is because the directors do not have any direct return or benefits if the Teletalk does well. To overcome this problem, directors should be taken from the owners (share holders) after offloading shares.
 To enhance the bonding between the devotees (users) and the company, the messages about interruption of service should be given early enough. If it fails to do so, the company should at least send messages apologizing for the interruption.
 Teletalk should apply process reengineering. Under process reengineering all the activities of a company are analyzed and non-value added activities are eliminated from the process. As for example, it can send one message instead of three after recharging. If the aforementioned recommendations can be implemented as early as possible, the corporate image will be enhanced, customers will be satisfied, their confidence on Teletalk will be reinstate and ultimately the company will be a healthy competitor among the mobile phone operators in Bangladesh. 
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